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PRE-ORDERING (PO)
Function: Avera•• Response Interval for Pre-OrderinglnformatioD" 055 Interflce

AvaiiabUlty
Measurement As an initial step ofestablishing service, the customer service agent must establish such
Overview: basic facts as availability ofdesired features, likely service delivery intervals, the

telephone number to be assigned, the current products and features the customer has,
and the validity of the street address. Typically, this type of information is gathered
from supporting OSSs while the customer (or potential customer) is on the telephone
with the customer service agent Pre-ordering activities are the fITSt contact that a
customer may have with a CLEC. This measure is designed to monitor the time
required for CLECs to obtain the pre-ordering information necessary to establish and
modify service. Comparison to SST results allow conclusions as to whether an equal
opportunity exists for the CLEC to deliver a comparable customer experience
(compared to SST) when a retail customer calls the CLEC with a service inquiry.

Measurement 1. Average Response Interval- L: [(Query Response Date" Time) - (Query
Methodology: Submission Date" Time) I / (Number of Queries Submitted in Reporting Period)

The response interval for each pre-ordering query is determined by computing the
elapsed time from SST receipt of a query from the CLEC, whether or not syntactically
correct, to the time eST returns the requested data to the CLEC. Elapsed time is
accumulated for each major query type, consistent with the specified reporting
dimension, and then divided by the associated total number of queries received by SST
during the reporting period.

Objective:

Average response time per transaction for a query for appointment scheduling, service
& feature availability, address verification, request for Telephone Numbers (TNs), and
Customer Service Records (CSRs). The query interval starts with the request message
leaving the CLEC and ends with the response message arriving at the CLEC.

2. OSS Interface Availability - (Actual Availability) / (Scheduled Availability) X
100

Objective:

Percent of times ess interface is actually available compared to scheduled availability.
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Service Quality Measurements
Measurement Detail

Draft#5- 01/20/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Reportinl Dimensions: Excluded Situations:
• Not carrier specific. • None
• Not product/service specific.
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
• Report Month • Report Month
• Query Type (per reporting dimension) • Query 'type (per reporting dimension)
• Response interval • Response interval
• Regional Scope • Regional Scope

RNS Response Times
System < 2.3 Sec. > 6 Sec. Avg. Sec. 1# of Calls
RSAG
• by TN x x x x
- by ADDR x x x x

ATLAS x x x x
DSAP x x x x
CSR x x x x
PSIMS/COFFI x x x x

LENS Response Times
System < 2.3 Sec. > 6 Sec. Avg. Sec. # of Calls
RSAG
- by TN x x x x
• by ADDR x x x x

ATLAS x x x x
DSAP x x x x
CSR x x x x
PSfMS/COFFI x x x x

EC-LlTE Response Times
System < 2.3 Sec. > 6 Sec. Avg. Sec. If of Calls
RSAG
- by TN x x x x
- by ADDR x x x x

ATLAS x x x x
DSAP x x x x
CSR x x x x

PSIMS/COFFI x x x x
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Draft #5 - 01/20/98

Bell$outll t
, Proposed Implementation of Georgia Docket No. 789Z_U

OSS IDterface Availability
Application % Availability CLEC % Availability BST
LENS x X

LEO x X

LESOG x x
EDI x x
CLEC TAFI x x
PSIMS x x
HAL x x
BOCRJS x x
ATLASICOFFI x x
RSAGIDSAP x x
LMOS HOST x x
SOCS (update) X X
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Service Quality Measurements
Measurement Detail

Draft #5· 01/20/98

ORDERING

Function:
Measurement
Overview:

Measurement
Methodology:

BeIiSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Ordering
When a customer calls their service provider, they expect to get information promptly
regarding the progress on their order(s). Likewise, when changes must be made, such
as to the expected delivery date, customers expect that they will be immediately notified
so that they may modify their own plans. The o\,der status measurements monitor,
when compared to BST result. that the CLEC has timely access to order progress
information so that the customer may be updated or notified when changes and
rescheduling are necessary. Furthermore, the "% jeopardies returned" measure for the
CLEC, when reported in comparison to BST result. will gauge whether initial
commitments to the CLEC for order processing are as reliable as the commitments BST
makes for its own operations.
1. Firm Order Confirmation Timeliness - 2: [ (Date and Time of Firm Order
Confirmation) • (Date and Time of Service Request Acknowledgment) J/ (Number
of Service Requests Confirmed in Reporting Period)

Objective: Inteeyal for Rewm of a Finn Order ConBonation (FOC Inteeyal) is the
average response time from receipt of valid service order request to distribution of
order confirmation.

Methodology:
• Non-Mechanized Results are based on a 100% sample
• Mechanized Results are based on actual data for all orders from the ass

2. Reject Interval- 2: [ (Date and Time 01 Service Request Rejection) • (Date and
Time of Service Request Acknowledgment) )1 (Number of Service Requests
Rejected in Reporting Period)

Objective: Reject Interval is the average reject time from receipt of service order
request to distribution of rejection.

MethodololY:
• Non-Mechanized Results are based on a 100% sample
• Mechanized Results are based on actual data for all orders from the ass

3. Percent Rejected Service Requests - 2: (Total Number of Rejected Service
Requests) I (Total Number of Service Requests Received) X 100.

Objective: Percent Rejected Service Requests is the percent of total orders received
rejected due to error or omissions.

MetbodoJoty:
• Manual tracking for non flow-through service requests
• Mechanized tracking for flow-through service requests
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Measurement Detail

Draft #5· 01120/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

4. Perceat Flow-througb Service Requests • L: (Total of Service Requ.tI tbat now
througb to tbe BST OSS) I (Total Number of Service Requests delivered to BST
OSS) X 100.

Objective: Percent FIQw-tbrouib Service Requests measures the percentage of orders
that utilize BSTs' ass without manual (human)'intervention.

MetbodolOl)':
• Mechanized tracking for flow-through service requests

S. Total Service Request Cycle Time • (L: Date" Time CLEC Service Requests
placed in queue for completion) - (L: Date" Time CLEC Service Requests fint
reacbes BST Interface) I Total Number of service Requests

Objective: The average time it takes to process a CLEC service request, measured
from the fllSt time the request reaches the BST interface to the order being placed in
queue for completion. Comparisons can be made to eqUivalent BST cycle times to
assure the CLEC of processing parity. Service Request Cycle Time captures both reject
and commitment intervals.

Metbodoloty:
Mechanized tracking for flow-through orders

6. Service Requestlsubmiaioas per request • L: (Total Service Requests tbat now
tbroUlb to tbe SST OSS) + (Total Rejects) I (Total Service Requests Received)

Objective: Measures the average number of times the same service request is
resubmitted due to changes and/or updates.

Metbodology:
Mechanized tracking for flow-through service requests

7. Speed of Aaswer ia Orderinl Center· L: (Total time in seconds to reacb LCSC) I
(Total # of Calls) ia Reportinl Period.

Objective: Measures the average time to reach a BST representative. This can be an
importlDt measure of adequacy in a manual environment or even in a mechanized
enviroDment when CLEC service representatives have a need to speak with their BST
peers.

M~odoloty:

Mecblllized tracking through LCSC Automatic Call Distributor.
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Service Quality Measurements
Measurement Detail

Draft #5 - 01/20/98

BeliSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Reporting Dimensions: Excluded Situations:
• See Appendix A, item I • Finn Order Confirmation Interval - Invalid
• See Appendix A, item 4 Service Requests

• Rejection Interval
• Percent Rejected Service Requests - None
• Percent Flow-through Service Requests -

Rejected Service Requests
• Service Requests canceled by the CLEC
• Service Request Activities of BSTassociated

with internal or administrative use of local
services.

Data Retained Relatinl to CLEC Experience: Data Retained Relatine to BST Performance:

• Report Month • Report Month

• Interval for FOC • Interval for FOC

• Reject Interval • Reject Interval

• Total number of LSRs • TomlnumberofLSRs

• TomlnumberofErron • Toml number of Erron
• Adjusted Error Volume • Adjusted Error Volume

• Toml number of flow through service requests • Total number of flow through service requests

• Adjusted number of flow through service • Adjusted number of flow through service
requests requests

• Geographic Scope • Geographic Scope

Firm Order Confirmation Timeliness
MechaniZed Non-MechaniZed MechaniZed Non-MechaniZed

%<10dlya <5 ckta >-5 cldI <5 ckta >-5 cldI <10 cIltI ,.-10 ckta <10 dell ,.-10 ektl

TlIlnkl X

UNE X X X x
UNE (SpeciaII) X x x X

R.... • Residence X X X X

R....·eUl~ x x x x
R..... ·SpeciIII X X X x
UNE • L.oo,e .ulP x x x x

Reject TlmeUD..
MechaniZed Non-MechaniZed MechaniZed Non-MechaniZed

"4<10~ <5 ckta "-5elrtl <! dell >-! clrtl <10 dell >-10 ckta <10 ektl >-10 ektl

TlIlnlla X

UNE X X X x
UNE (SpecIIIll) X x x X

Resale· Relidence X X X X

Resale· BUlin... X X X X

Rel.le· SpKI8la X X X X

UNE· LooPI wlLNP X X X X
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Measurement Detail

Draft #5· 01/20/98

BeIiSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Percent Rejected Service Requests
MechaniZed Non·Mecl'IaniZed MechaniZed Non·MechaniZed

""<10 d.,. <5 cIda ~.5 c:kla <5 dlt. ~.5 c:kla <10 drtI -10clda <10 cIda ~.10drtI
Trunk. X

UNE X X X X
UNE (Spetilll.) . X X X X
R...... R..idenCe X X X X

R..... ·BUI"- X X X X

R.....·S~ X X X X
UNE • Loqla wIlNP X X X X

Percent Flow-Throuab Service Requests
MechaniZed Non·MechaniZed MechaniZed Non·MechaniZed

%<10 dIY' <5 c:kta ~.5 c:kla <5 c:ktl ~.5 c:k1I <10 dlt. ~·10 c:kta <10 c:kt. ~·IO c:k1I

Trunk. X

UNE X X X X

UNE (Special.) X X X X

Resale· Residence X X X X

Re.... ·Buslllesa X X X X

R...... Spec:lall X )( )( X

UNE • LooPi wllNP X X X X

Service Request Cycle Time
Mechanized Non-Mechanized MechaniZed Non·MechaniZed

",,<10 d.,. <5 drtI ~.5 c:kla <5 c:kta ~.5 c:kla <10 c:ktl ~·10 c:kta <10 c:kt. >al0 c:kt.

TrunU X

UNE X X X X

UNE (SpetilIl.) X X X X

R..... ·R••idenc:e X X X X

ResN • Bu.inesa X X X X

Resale· Speciall X X X X

UNE • Loops wlLNP X X X X

Service Request Submilliou per Request
MechaniZed Non-MechaniZed MectlaniZed Non-MechaniZed .

%<10daye <5 c:ktI ~.5c:kla <5 c:ktI ~.5 c:ktI <10 c:ktI ~.10 c:kta <10 c:ktI ~·10 c:kt.

Trunks X

UNE X X X X

UNE (SpetilIle) X X X X

R..... ·R..... X X X X

R.....·..-- X X X X

R.....·S~ X X X X

UNE·LoopI~ X X X X

Speed of Auwer ia Orderia CeDter
Ave. Answer time (Sec.) I month

Lesc x
Ave. Answer time (Sec.) I year

x
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Service Quality Measurement.s
Measurement Detail

Draft #5· 01/20/98

BellSoutb's Proposed Implementation of Georgia Docket No. 1892_U

PROVISIONING
Function:
Measurement
Overview:

Measurement
Methodology:

Order Completion Intervals
The "average completion interval" measure monitors the time required by eST to
deliver integrated and operable service components requested by the CLEC, regardless
of whether resale services or unbundled network elements are employed. When the
service delivery interval of BST is measured for comparable services, then conclusions
can be drawn regarding whether or not CLECs have a reasonable opportunity to
compete for customers. The "order completion interval distribution" measure monitors
the reliability of BST commitments with respect to committed due dates to assure that
CLECs can reliably quote expected due dates to their retail customer. [n addition, when
monitored over time, the "average completion interval" and "percent completed on
time" may prove useful in detecting developing capacity issues.
1. Average Completion Interval- L [ (Completion Date & Time)· (Order
Submission Date & Time) II (Count of Orders Completed in Reporting Period)

2. Order Completion Interval Distribution • L (Service Orders Completed in "X"
days) I (Total Service Orders Completed in Reporting Period) X 100

The actual completion interval is determined for each order processed during the
reporting period. The completion interval is the elapsed time from eST receipt of a
syntactically correct order from the CLEC to BST's return ofa valid completion
notification to the CLEC. Elapsed time for each order is accumulated for each reporting
dimension. The accumulated time for each reporting dimension is then divided by the
associated total number of orders completed within the reporting period.

The distribution of completed orders is determined by first counting, for each specified
reporting dimension, both the total numbers of orders completed within the reporting
interval and the number of orders completed by the committed due date (as specified on
the initial FOC returned to the CLEC). For each reporting dimension, the resulting
count of orders completed for each specified time period following the committed due
date is divided by the total number of orders completed with the resulting fraction
expressed as a percentage.

Objective: Average time from receipt of (confmned) service request to actual order
completion date. Excludes orders where customer requested dates are beyond offered
interval.

MetltodolOlY:
• Mechanized metric from ordering system
• [f mechanical not available, a (BST & CLEC) statistically validated sample should

be used.
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Measurement Detail

Draft #5 - 01120/98

BellSoutll's PropoHd Implementation of Georgia Docket No. 7892_U

Reporti.1 Of....ioas: Excluded Situations:

• See Appendix A, item 2 • Orders where customer requested dates are
• See Appendix A, item 4 beyond offered interval
Data Retained Relatinl to CLEC Experience: Data Retaiaed Relatinl to BST Performance:

• Report Month • Report Month

• CLEC Order Number • Average Order Completion Interval
• Order Submission Date • Order Completion by Interval

• Order Submission Time • Service Type

• Order Completion Date • Activity Type

• Order Completion Time • Geographic Scope

• Service Type

• Activity Type

• Geographic Scope

Order Completion Interval Distributio8 Avenle Completion Interval
UN.LOO'" Is_oayl 1 I 2 I 3 I 4 I 5 I >5 Tot.. Av•. ComplllllOn InterVlII

Oill*Ch
< 10 cirCUlll x x x x x x x x x
,. 10 eirCUlII x x x x x x x x x
No Oill*Cll
< 10 eirCUlII x x x x x x x x x
,. 10 dralila x x x x x x x x X

UN. LOON.... IS_Clay, 1 I 2 I 3 , 4 , 5 I >5 I TotIII Ave. ComDlellon Inte"'ll
Oill*Ch
< 5 clrcuill X X )( X X )( )( x x
,. 5 dn:uila )( )( )( )( x x x x x
NoOill*Ch
< 5 clrcuila x )( x x )( )( )( x x
>. 5 circuill )( )( x x x x x x X

50
x
x

10
)(

)(

15
x
)(

20
x
x

25
x
)(

30
)(

x

>30
)(

x

TotIII Ave. CamplitlOn Inte",eI
)( x
x x
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Draft #5 - Oll20/98

BeIiSoutb's Proposed Implementation of Georgia Docket No. 7892_U

I icI D' t 'b t'I tI tiOder er ompe on nerva IS rl U Ion Averlge omplet on nterva
RlsALIE ~IIICIIHC. SlIM Oayl , I 2 I 3 I 4 I 5 I >5 I Tolal Ava. Camp.llln Inlerval
Olspa!CI'l
LCSC Orders
< 10 CIrCuitS x x x x x ,x x x X

>. 10 Circuits x x x x x x x x J(

BSTord..
< 10crcub x J( x x J( x x x X

>.,0 Circub x x x x J( x J( x J(

No Oispalcll
LCSCorders
< 10 circuits J( J( J( x x x J( x X

>.,0 CirCUb x x x x J( x J( J( x

BSTord4n
< 10 CltCUits J( J( x J( x x x J( X

>. 10 circuit. x x x x J( x J( J( x

RISALI! BUSINeSlI SameOayl 1 I 2 I 3 I " I 5 I >5 I Tolat Ave. Compielion Inlervlll
Oilpatcll
LCSCord.a
< 10 circuits x x x x x x x x X

>. 10 CirCUits x x x x x x x x x

BSTordWS
< 10 circuits x x x x x x x x X

>. 10 circUltI x x x x x x x J( J(

No Oispatcll
LCSConl..
< 10 cirCUltI x x x J( x x x x X

>.10 circuit. x J( x x X X X X x

eST ord""
< 10 CirCUits x x x x x x x x X

>. 10 circuit. x x x x x x X x x

RISALI SPICIALS S_Oayl 1 I 2 I 3 I " I S I >S I Total Ave. Complelion InlelVal

OispelCll
LCSConlWa
< 10 circultl x x x x x x x x x
>. 10 CirCUits x x x x x x x x x

eSTord..
< 10 cin:uila x x x x x x x x X

>·'0 drCuIa l X X X X X X X x
NoOil~

LCSCont.n
< 10 cire:uU X X X X J( X X X X

>.10 drCuIa x x x x x x x x x

BSTont.n
< 10 circuila x x x x x x x J( J(

>. 10 circuits x x x x J( x J( J( J(
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Service Quality Measurements
Measurement Detail

Draft #5 - O1l20/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

PROVISIONING
Functioa:
Measurement
Overview:

Measuremeat
Methodology:

Held Orden
When delays occur in completing CLEC orders, the average period that CLEC orders
are held for SST reasons, pending a delayed completion, should be no worse for the
CLEC when compared to SST orders. •
1. Mean Held Order Interval" L (Reportinl Period Close Date - Committed
Order Due Date) I (Number of Orden Pendinl and Past The Committed Due
Date) for all orden peadiDI and past tbe committed due date.

This metric is computed at the close of each report period. The held order interval is
established by fIrSt identifying all orders, at the close of the reporting interval, that both
have not been reported as "completed" via a valid completion notice and have passed
the currently "committed completion date" for the order. For each such order the
number of calendar days between the committed completion date and the close of the
reporting period is established and represents the held order interval for that particular
order. The held order interval is accumulated by the standard groupings in Appendix A,
item 2, and the reason for the order being held, if identified. The total number of days
accumulated in a category is then divided by the number of held orders within the same
category to produce the mean held order interval.

(1# of Orden Held for ~ 90 days) I (Total 1# of Orden PendlDI But Not Completed)
X 100.

(# of Orden Held for ~ IS days) I (TotaJ # of Orden Pendin, But Not Completed)
X 100.

This "percentage orders held" measure is complementary to the held order interval but
is designed to detect orders continuing in a "non-completed" state for an extended
period of time. Computation of this metric utilizes a subset of the data accumulated for
the "held order interval" measure. All orders, for which the "held order interval" equals
or exceeds 90 or 15 days, are counted for order type. The total number of pending and
past due orders for order type are counted (as was done for the held order interval) and
divided into the count of orders held past 90 or 15 days,

Objective: Average time to detect orders continuing in a "non-eomplete" state for
extended period of time.
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Service Quality Measurements
Measurement Detail

Draft #5 - 01/20/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Reporttol Dim.nsions: Excluded Situations:

• See Appendix A, item 2 • Any order canceled by the CLEe will be
• See Appendix A, item 4 excluded from this measurement.

• Orders held for CLEe end user reasons
• Orders aeld for SST end user reasons

• Order Activities of SST associated with
internal or administrative use of local services.

Data Retained Reiatin. to CLEC Experience: Data Retained Relatin. to SST Performance:

• Report Month • Report Month
• CLEC Order Number • Average Held Order Interval

• Order Submission Date • Standard Error for the Average Held Order

• Committed Due Date Interval

• Service Type • Service Type

• Hold Reason • Hold Reason

• Geographic Scope • Geographic Scope

Mean Heid Order Intervai
Dispatch No-Dispatch DispatCh No-Dispatch

%<10 days <5 cltta ~.5 ckts <5 cktl '.5 cktl <10 Cktl '.10 clttl <10 cktl '.10 cktI

Trunlts

~. 90 days X

~. 15 dayl X

UNE
~. 90 days X X X X

>.15 days X X X X

Resale· Residence

>.90 days X X X X

>.15 daYI X X X X

Resale· Businels

~ .. 90 days X X X X

a 15 days X X X X

Resale· Specials

>.90 daYI X X X X

>.,5 daYI X X X X

UNE • Loopi w/LNP

, .. 90 clay. X X X X

>.15 day. X X X X
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Service Quality Measurements
Measurement Detail

Draft #5· Oll20/98

BellSouth's Proposed Implementation of Georgia Docket No. 7892_U

PROVISIONING

Fuaelloa:
Measuremeat
Overview:

Measuremeat
Methodology:

lanalladoa Timeliaea, Quality" Accuracy
The "percent missed installation appointments" measure monitors the reliability of SST
commitment! with respect to committed due dates to assure that CLECs can reliably
quote expected due dates to their retail customer. Percent Provisioning Troubles within
30 days of lnstallation measures the quality of installation activities and Percent Order
Accutal:y measures the accutal:y with which serVices ordered by the CLECs were
provided.
I. Perc.at Milled Installattoa AppoiatlDents· E(Number ofOrden missed in
Reportinl Period) / (Number or Orden Completed in Repordnl Period) X 100

Percent Missed lnstallation Appointments is the percentage of total orders processed for
which SST notifies the CLEC that the work will not be completed as committed on the
original FOC. The measurement result is derived by dividing the count on misses aST
issues to the CLEC by the count of FOCs returned by aST during the identical period.

Objective: Percent of orders where compietion's are not done by due date on order
confumation. Misses due to competing carrier or end user causes should be aggregated
out and indicated.

Methodoloty:
• Mechanized metric from ordering system

2. 0/. ProvisioniDI Troubles witbia 30 days of IDstaliatioa • E(AJI Troubles OD

Services installed ~ 30 days iD a calendar month) / (All IDstaltations in same
calendar month) X 100

Objective: Measures the quality of completed orders

MetbodolOty:
Mechanized metric from ordering system

3. Percent Order Accuracy" ( EOrden Completed w/o error) / ( EOrden
Completed) X 100.

Objective: Measures the accuracy and completeness of aST provisioning or
disconnecting service by comparing what was ordered and what was completed.

Methodoloty:
• Non-Mechanized Results are based on an audit of a statistically valid sample
• Mechanized Results are based on an audit of a statistically valid sample
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Service Quality Measurements
Measurement Detail

Draft 11:5 - 01120/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Reporting Dimensions: Excluded Situations:

• See Appendix A. item 2 • None
• See Appendix A. item 4
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
• Report Month • Report Month
• CLEC Order Number • SST Order Number
• Order Submission Date • Order Submission Date
• Order Submission Time • Order Submission Time
• Status Type • Status Type
• Status Notice Date • Status Notice Date
• Status Notice Time • Status Notice Time
• Standard Order Activity • Standard Order Activity

• Geographic Scope • Geographic Scope

ercent Isse ppolDtments
Dispatch No-Dispatch Di~ No-Dispatch

%<10d.~ <S cltl. >-S CktI <S dttI >-5 CktI <10 ckt. >-10 dttI <10 clrt. >-10 elll.

TrunkS X

UNE X X X X

UNE (Specials) X X X X

Re..1e - ResKlenca X X X X

R...1e • Busin... X X X X

Reule - Specials X X X X

UNE • Loops wlLNP X X X X

P M' dA

Percent ProvisioniDI Troubles withiD 30 days of InstaUatioD
Dispatch No-Dispatch Dispatch No-Dispatch

'At<10 daya <5 dttI >-5 cllt. <S ellIS >o.S cllts <10 clrt. >-10 elll. <10 cllts >-10 ckts

Trunlla X

UNE X X X X

UNE (SpeciIIa) X X X X

Resale· ResKlenca X X X X

Reule - Busllle.. X X X X

Resale· Speclafl X X X X

UNE - Loop. wlLNP X X X X

Percent Provisioninl Order Accuracy
DilC)atcl'l No-Dispatch Dispatch No-Dispatch

"".10dlyl <5 cktI >-5 cktl <5 elll. >-5 CktI <10 clrt. >-10 cktI <10 clrt. >-10 cklS

Trunk. X

UN! X X X X

UNE (Speci8II) X X X X

R.UIe·R...... X X X X

ReUIe·B~ X X X X

ReUle· SpecjM X X X X

UNE - Loop. wlLNP X X X X
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Service Quality Measurements
Measurement Detail

Draft jjS· 01120/98

BellSoutbts Proposed Implementation of Geollia Docket No. 7892_U

MAINTENANCE &: REPAIR (MR)
Functio.: Customer Trouble Report Rate
Measurement This measure can be used to establish that CLECs are not competitively disadvantaged.
Overview: compared to eST, as a result of experiencing more frequent incidents of trouble reports.
Measurement 1. Customer Trouble Report Rate" (Count lJf Initial" Repeated Trouble Reports
Methodology: in tbe Current Period) I (Number or Service Access Lines ia Service at End of tbe

Report Period) X 100. Note: Local Interconnection Tf1Ina are reponed only 4J

total t",,,blA No trWaillff'" eo"nt ofIilla ill service exists.

The frequency oftrouble metric is computed by accumulating the total number of
maintenance tickets logged by a CLEC (with SST) during the reporting period. The
resulting number of tickets is divided by the total number of "service access lines"
existing for the CLEC at the end of the report period.

Objective: Initial customer direct or referred troubles reported within a calendar month
where cause is in the network (not customer premises equipment, inside wire, or carrier
equipment) per 100 lines/circuits in service.

MetbodololY: Mechanized metric trouble reports and lines in service captured in
maintenance database(s).

Reportinl Dimensions: Excluded Situations:

• See Appendix A, item 3 • Trouble tickets canceled at the CLEC request
• See Appendix A, item 4 • eST trouble reports associated with

administrative service
• Instances where the CLEC or SST customer

requests a ticket be "held open" for monitoring
Oata Retaiaed Relatinl to CLEC Experience: Data Retained Relatinl to BST Performance:

• Report Month • Report Month
• CLEC Ticket Number • SST Ticket Number
• Ticket Submission Date • Ticket Submission Date
• Ticket Submission Time • Ticket Submission Time

• Ticket Completion Time • Ticket Completion Time
• Ticket Completion Date • Ticket Completion Date

• Service Type • Service Type
• WIN or CKTID (a unique identifier for • WTN or CKTID (a unique identifier for

elements combined in a service configuration) elements combined in a service configuration)
• Disposition and Cause • Disposition and Cause

• Geo Scope • Geographic Scope
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Service Quality Measurements
Measurement Detail

Draft #5· 01/20/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U
Customer Trouble Riport Rate

ALL Dispatch NO-Dispatch Dispatch No-Dispatch
Residence Business Resi<lence Business

Interconnection Trunks X

UNE X X

Resale X X X X

Resale· Spedals X .
Note: Local Interconnection Trunks are reported only as total troubles. No nwanlllgful count of/ines III

service txLtts.
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Service Quality Measurements
Measurement Detail

Draft #5· 01120/98

Bell&lutb's Proposed (mplementation of Geol'lia Docket No. 7891_U

MAINTENANCE" REPAIR (MR)
Function: Missed Repair Appointments
Measurement When this measure is collected for SST and CLEC and then compared. it can be used to
Overview: establish that CLECs are receiving equally reliable (as compared to SST operations)

estimates of the time required to complete serviae repairs.
Measurement 2. Percentale of Missed Repair Appointments • (Count of Customer Troubles Not
Methodology: Resolved by the Quoted Resolution Time and Date) / (Count of Customer Trouble

Tickets Closed) X 100.

Percent of trouble reports not cleared by date and time committed. Appointment
intervals vary with force availability in the POTS environment. Specials and Trunk
intervals are standard interval appointments of no greater than 24 hours.

Objective: This measurement is designed to show panty between CLECs and SST in
the handling of repair appointments.

Methodology: Mechanized metric from maintenance database(s).

Reportinl Dimensions: Excluded Situatio..:

• See Appendix A. item 3 • Trouble tickets canceled at the CLEC request
• See Appendix A. item 4 • SST trouble reports associated with

administrative service
• Instances where the CLEC or SST customer

requests a ticket be "held open" for monitoring
Data Retained Relatinl to CLEC Experience: Data Retained Relatint to SST Performance:

• Report Month • Report Month
• CLEC Ticket Number • SST Ticket Number
• Ticket Submission Date • Ticket Submission Date
• Ticket Submission Time • Ticket Submission Time
• Ticket Completion Time • Ticket Completion Time

• Ticket Completion Date • Ticket Completion Date
• Service Type • Service Type
• WTN or CKTID (a unique identifier for • WTN or CKTID (a unique identifier for

elements combined in a service configuration) elements combined in a service configuration)
• Disposition and Cause • Disposition and Cause

• Geoll'lPbic Scope • Geographic Scope

Missed Repair AppoiDtments

Note: There IS no measurement/or InterconnectIon Trunks or SpeCIals. These are handled on a 1st come.
Ist serve basis. The appropriate measurement for these is average duration.

ALL Dispatch No-Dispatch M ....

R BU~In.!IS

Interconnection Trunks

UNE X X

Resale X X X X

Resale • SDecial~
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Service Quality Measurements
Measurement Detail

Draft #S· 01120/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

MAINTENANCE" REPAIR (MR)
Function:
Measurement
Overview:
Measurement
Methodology:

Quality of Repair & Time to Restore
This measure, when collected for both the CLEC and SST and compared, monitors that
CLEC maintenance requests are cleared comparably to SST maintenance requests.
3. Out of Service> 24 Hours .. (Total Repeat Troubles> 24 Hours) / (Total
Troubles) X 100

4. Percent Repeat Troubles within 30 Days :0 (Total Repeated Trouble Reports
within 30 Days) / (Total Troubles) X 100

5. Maintenance Average Duration" (Total Duration Time) / (Total Troubles)

For Out of Service Troubles (no dial tone, cannot be called or cannot call out): the
percentage of troubles cleared in excess of 24 hours.

For Percent Repeat Trouble Reports within 30 Days: Trouble reports on the same
line/circuit as a previous trouble report within the last 30 calendar days as a percent of
total troubles reported,

For Average Duration: Average time from receipt of a trouble until trouble is status
cleared

Objective: These measurements are used to demonstrate quality of maintenance and
repair.

Metbodoloty: Mechanized metric from maintenance database(s).

Reporting Dimensions: Excluded Situations:

• See Appendix A, item 3. • Trouble tickets canceled at the CLEC request
• See Appendix A, item 4. • SST trouble reports associated with

administrative service
• Instances where the CLEC or SST customer

requests a ticket be "held open" for monitoring
Data Retained Relating to CLEC Experience: Data Retained Relatinl to BST Performance:

• Report Month • Report Month
• Total Tickets • Total Troubles
• CLEC Ticket Number • Percentage of Customer Troubles Out of
• Ticket Submission Date Service> 24 Hours
• Ticket Submission Time • Total and Percent Repeat Trouble Reports with
• Ticket Completion Time 30 Days
• Ticket Completion Date • Total Duration Time
• Total Duration Time • Service Type
• Service Type • Disposition and Cause
• WTN or CKTID (a unique identifier for • Geographic Scope

elements combined in a service configuration)
• Disposition and Cause
• Geographic Scope
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Service Quality Measurements
Measurement Detail

Draft#5- 01/20/98

BellSc)utb's Proposed Implementation or Georgia Docket No. 7891_U

Out of Service more tbaD 14 Roun

ALL Dispatch No-Dispatch
_.

Nn_

R Busine.. Residence Busine••

Interconnection Trunka

UNE X X

Resale X X X X
IR......
Note: There IS flO measurementfor/ntercoflnectlon Tronles or SpecIals. These are handled on a 1st come,
1st serve basis. The appropriate measuremenl for these is average duration

Repeat Trouble Reports within 30 days or Instillation (or New Service Failure Rate - see note below)

Note: The appropriate measurement for both interconnectIon trunlcing and Resale - SpecIals IS the New
Service Failure Rate"

ALL Dispatch No-Dispatch Dispatch No-Dispatch
Residence Busineu ResidllllC8 Business

Interconnection Trunks X

UNE X X

R.s" X X X X

Resale· Speciall X ..

Maintenance Avenle Duntion
ALL Dispatch No-Dispatch Dispatch No-Dispatch

Residence BualneU Re.idtnee Busine..

Interconnection Trunks X

UNE X )(

Resale X X X X

Reaale • Speciall X
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Service Quality Measurements
Measurement Detail

Draft#5- 01/20/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

MAINTENANCE" REPAIR (MR)
Function: Averaee Answer Time - Repair Centen
Meuuremellt • This measure demonstrates an average response time for the CLEC agent
Overview: attempting to contact their eST representative
Measurement 6. Averale Answer Time for UNE Center, RRC " RRC = (Total time in seconds
Methodology: for UNE Center, RRC & RRC response) / (Total number of calls) by reporting

period

Objective: This measure supports monitoring that eSTs handling of support center
calls from CLECs is at least in parity with support center calls by eST's retail customer.

Methodology: Mechanized report from Repair Center Automatic Call Distributors.

Average Answer Time for Repair Center
Ave. Answer time (Sec.) I month Ave. Answer time (Sec.) / year

UNE Center X X
RRC X X
RRC X X

MAINTENANCE" REPAIR (MR)
Function: Legacy System Access Times
Measurement • This measure demonstrates an average response time from the eST Maintenance
Overview: System (TAFI) to access eST's Legacy Repair OSS.
Measurement 1. Legacy System Access Times - Access Times in increments of S; 4 sees., > 4 " .,;
Methodology: 6 sees., ~ 10 sees., > 10 sees., and> 30 secs. (or CLEC TAFI and OST TAFI

Objective: This measure demonstrates parity between the CLECs and SST for ass
response times for Maintenance and Repair.

Methodology: Mechanized report from asss

Legacy System Access Times
~.- > ... S6 .... S 10 .... >\0 ... > 30 sea

Transaction Name LloA: :; ~
LL..... ur ." LL<L

~ :~~
Lu:.o; = B" LL<L B" a"us BUS BUS us BUS

CRlS X X X X X X X X X X X X X X X
DLETH X X X X X X X X X X X X X X X
DLR X X X X X X X X X X X X X X X
JMOS X X X X X X X X X X X X X X X
LMOS X X X X X X X X X X X X X X X
LMOSupd X X X X X X X X X X X X X X X
MARCH X X X X X X X X X X X X X X X
Predictor X X X X X X X X X X X X X X X
SOCS X X X X X X X X X X X X X X X
LNP X X X X X X X X X X X X X X X
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Service Quality Measurements
Measurement Detail

Draft #5· 01120/98

BILLING

BeIlSoutb's Proposed Implementation of Georgil Docket No. 7892_U

Function: (nvolc. Accuracy" Timeliness
Measurement The accuracy of billing records (both usage and invoices) delivered by SST to the
Overview: CLEC must provide CLECs with the opportunity to deliver bills at least as accurate as

those delivered by BST. Producing and comparing this measurement result for both the
CLEC and BST allows a determination as to whether or not parity exists.

Measurement l. Invoice Accuracy • ( (Number of Invoices Delivered in tb. Reporting Period
Metbodology: that Have Complete Inlormatlo8, Refleet Accurate Calculations and are Properly

Formatted) I (Total Number 01 Invoices Issued in tbe Reporting Period) I X 100

2. Mean Time to Deliver Invoices -2: ( (Invoice Transmission Date) • (Date of
Scheduled Bill Cycle Close) II (Count 01 [nvoices Transmitted in Reporting
Period)

Invoice Accuracy: The completeness of content, accuracy of information and
conformance of formatting will be determined based upon the terms of the individual
CLEC interconnection agreements with SST.

Mean Time to Deliver Invoices: This measure captures the elapsed number ofdays
between the scheduled close ofa Bill Cycle and BST's successful transmission of the
associated invoice to the CLEC. For each invoice, the calendar date of the scheduled
close of Bill Cycle is compared to the calendar date that successful invoice transmission
to the CLEe completes. The number ofcalendar clays elapsed between scheduled Bill
Cycle close and completion of invoice transmission will constitute the elapsed delivery
time. The elapsed delivery time is accumulated for each invoice with the resulting total
number of days accumulated being divided by the number of complete invoices sent in
the reporting period.

Objective: Measures the percentage and mean time of billing records delivered to
CLEC in agreed upon format and with the complete agreed upon content (includes time
and material and other non·recurring charges).

MetbodololY: ?
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Service Quality Measurement!
Measurement Detail

Draft #5· 0l/20/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Reportinl Dimeaslans: Excluded Situations:

• Wholesale Bill Invoices (TSR) • Any invoices rejected due to fonnatting or
• Unbundled Element Invoices (UNE) content errors
Data Retained Relatinl to CLEC Experience: Data Retallted Relating to BST Performance:

• Report Month

• Invoice Type

• Mean Delivery Interval

• Standard Error of Delivery Interval

• Accuracy

Invoice Accuracy
Total Invoices Total Invoices % Accuracy

Delivered Delivered per EMR
CLEC X X X

Mean Time to Deliver Invoices

To Be Detennined
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